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ABSTRAK 
 
Penelitian ini bertujuan untuk mengetahui (1) pengaruh 
customer solution terhadap loyalitas pelanggan melalui kepuasan 
konsumen; (2) pengaruh cost terhadap terhadap loyalitas pelanggan 
melalui kepuasan konsumen; (3) ) pengaruh Convenience terhadap 
terhadap loyalitas pelanggan melalui kepuasan konsumen;  (4) 
pengaruh communication terhadap terhadap loyalitas pelanggan 
melalui kepuasan konsumen; (5) pengaruh kepuasan konsumen 
terhadap loyalitas pelanggan; (6) pengaruh konsep 4C terhadap 
loyalitas pelanggan melalui kepuasan konsumen.  
Sampel penelitian ini adalah 150 orang mahasiswa UKWMS 
yang pernah menggunakan jasa warnet Legoz. Teknik analisis 
penelitian adalah Structural Equation Model (SEM) dengan 
menggunakan program AMOS 
 Hasil penelitian ini adalah  (1) ada pengaruh positif antara 
customer solution terhadap loyalitas pelanggan melalui kepuasan 
konsumen; (2)ada pengaruh positif antara cost terhadap terhadap 
loyalitas pelanggan melalui kepuasan konsumen; (3) ) ada pengaruh 
positif Convenience terhadap terhadap loyalitas pelanggan melalui 
kepuasan konsumen;  (4) ada pengaruh positif antara communication 
terhadap terhadap loyalitas pelanggan melalui kepuasan konsumen; 
(5) ada pengaruh positif antara kepuasan konsumen terhadap 
loyalitas pelanggan; (6) ada pengaruh positif antara konsep 4C 
terhadap loyalitas pelanggan melalui kepuasan konsumen.  
 Keterbatasan dalam penelitian ini adalah tidak meneliti  
hubungan antara perilaku mencari variasi dan hambatan pindah 
terhadap loyalitas pelanggan melalui kepuasan konsumen, sehingga 
dapat menjelaskan secara komprehensif dalam meningkatkan 
loyalitas pelanggan melalui kepuasan konsumen pada jasa warung 
internet.
 
Kata Kunci: customer solution, cost, convenience, communicatin, 
kepuasan konsumen, loyalitas pelanggan. 
 
 
EFFECT 4C (Customer Solution, Cost, Communication, 
Convenience) CUSTOMER LOYALTY THROUGH TO 
CUSTOMER SATISFACTION ON STUDENT UKWMS 
LEGOZ INTERNET CAFE IN KEPUTRAN SURABAYA  
 
ABSTRACT 
This research  aims to determine (1) the influence of 
customer solutions on customer loyalty through customer 
satisfaction, (2) the effect of cost on customer loyalty through 
customer satisfaction, (3)) effect on the Convenience of customer 
loyalty through customer satisfaction, (4) the influence of 
communication against on customer loyalty through customer 
satisfaction, (5) the influence of customer satisfaction with customer 
loyalty, (6) the influence of the 4C concept of customer loyalty 
through customer satisfaction. 
This research sample was 150 students who had used the 
services UKWMS Legoz internet cafe. Techniques of research 
analysis is Structural Equation Model (SEM) using AMOS program. 
The results of this research  were (1) there is a positive 
influence between customer solutions to customer loyalty through 
customer satisfaction, (2) there is a positive influence between the 
cost of customer loyalty through customer satisfaction, (3) there is a 
positive influence on Convenience to customer loyalty through 
satisfaction consumers, (4) there is a positive influence between the 
communication of customer loyalty through customer satisfaction, 
(5) there is a positive influence between customer satisfaction with 
customer loyalty, (6) there is a positive influence between the 4C 
concept of customer loyalty through customer satisfaction. 
Limitations in this research  is not examining the 
relationship between variation-seeking behavior and barriers to 
move towards customer loyalty through customer satisfaction, so it 
can be explained comprehensively in increasing customer loyalty 
through customer satisfaction in services of Internet cafés. 
 
Keywords: customer solution, cost, convenience, communicatin, 
customer satisfaction, customer loyalty. 
